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First Contact Resolution

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact.
Cells displayed show the number of incidents resolved on first contact during the reporting period.

Top Number - Total Incidents
Bottom Number - First Contact Resolution

Customer Company High Low Medium FCR Total
Natural Resources 1 200 4 205
0 99 0 99
Customer Company Total 1 200 4 205
0 99 0 99
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Missed Initial Response

Missed initial response tracks DTS’ efforts to respond to customer incidents in accordance with enterprise standards .

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and
Critical within 30 clock minutes.

Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period.

Top Number - Total Incidents
Bottom Number - Missed Inital Response

Customer Company High Low Medium MIR Total
Natural Resources 1 200 4 205
0 28 0 28
Customer Company Total 1 200 4 205
0 28 0 28
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Average Time To Initial Response

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards .

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and
Critical within 30 clock hour minutes.

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

Top Number - Total Incidents
Bottom Number -Average time in hours

Customer Company High Low Medium ATTIR Total
Natural Resources 1 200 4 205
0.14 0.56 0.21 0.55
Customer Company Total 1 200 4 205
0.14 0.56 0.21 0.55
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Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards.

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.

Top Number - Total Incidents
Bottom Number - Missed Resolution

Customer Company High Low Medium MR Total
Natural Resources 1 200 4 205
0 16 2 18
Customer Company Total 1 200 4 205
0 16 2 18

Page 425 of 870



Enterprise Incident Report October 2011
As of 11/1/2011

|Natura| Resources I

Average Time To Resolution

Average time to resolution tracks DTS’ efforts to resolve customer incidents based upon established enterprise standards .

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.

Top Number - Total Incidents
Bottom Number - Average time in hours

Customer Company High Low Medium ATTR Total
Natural Resources 1 200 4 205
2.58 4.14 3.26 4.11
Customer Company Total 1 200 4 205
2.58 4.14 3.26 4.11
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Detail
INC000000318985  Holly Betteridge Application Error None TIR Missed: Yes TIR: 3.17
Metro D Desktop Support Paul Gedge Natural Resources Low Closed TTR Missed: Yes TTR: 157.17
INC000000348116 Cathie Larsen Application Error None TIR Missed: Yes TIR: 27.83
Metro D Desktop Support Paul Gedge Natural Resources Low Closed TTR Missed: Yes TTR: 248.16
INC000000364881 Candace Hutchinson None None None TIR Missed: No TIR: 0.00
Rural North Desktop Support Lori Hartzell Natural Resources Low Closed TTR Missed: No  TTR: 0.97
INC000000370315  Sarah Lindsey None None None TIR Missed: No TIR: 0.71
Metro D Hosting Danny Simmons Natural Resources Low Resolved TTR Missed: No  TTR: 1.46
INC000000386040  Stefanie Michaelson None None None TIR Missed: No TIR: 0.75
Security Bart Grant Natural Resources Low Resolved TTR Missed: No  TTR: 0.97
INC000000386853  Scott White None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Paul Gedge Natural Resources Medium Closed TTR Missed: Yes TTR: 5.92
INC000000386986  Ray Loken Application Error ZENworks for Desktops TIR Missed: No TIR: 0.68
Metro D Desktop Support Paul Gedge Natural Resources Low Closed TTR Missed: No  TTR: 3.82
INC000000389689  Lisa Brown Application Error Novell GroupWise TIR Missed: No TIR: 0.24
Metro D Desktop Support Dusty Serr Natural Resources Low Closed TTR Missed: No  TTR: 5.97
INC000000390657 Lynn Kunzler Application Error State Payroll Time Entry Systen TIR Missed: Yes TIR: 3.06
Metro D Desktop Support Lynn McCrary Natural Resources Low Closed TTR Missed: No  TTR: 3.06
INC000000390707  Ben Erickson Print/Copy/Scan/Fax Error Code None TIR Missed: Yes TIR: 1.00
Metro D Desktop Support Paul Gedge Natural Resources Low Closed TTR Missed: Yes TTR: 31.59
INC000000391777 Krissy Wilson Application Password PGP TIR Missed: No TIR: 0.00
Help Desk Vicky Marrelli Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000391805 Krissy Wilson Network Password Novell Client for 32-bit Windows TIR Missed: No TIR: 0.00
Metro D Help Desk Doug Brown Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000391858  Tim Smith Application None State Payroll Time Entry Systen TIR Missed: Yes TIR: 2.06
Metro D Help Desk Jed Patrick Natural Resources Low Closed TTR Missed: No  TTR: 2.06
INC000000391951 Nora Healey None None None TIR Missed: No TIR: 0.00
Metro D Help Desk Jed Patrick Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000391959  Scott Dalebout Network Incident None TIR Missed: No TIR: 0.57
Metro D Help Desk Jed Patrick Natural Resources Low Closed TTR Missed: No  TTR: 0.57
INC000000391978 Karen Kendall Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk Doug Brown Natural Resources Low Closed TTR Missed: No  TTR: 0.00
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INC000000392000 Mike Nelson Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk Jed Patrick Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000392018  Jim Egbert None None None TIR Missed: No TIR: 0.34
Metro D Hosting Shawn Goble Natural Resources Low Closed TTR Missed: No  TTR: 0.55
INC000000392074  Tamara Keene Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk John Robinson Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000392119 Paul Badame Application Reporting Utah Master Directory TIR Missed: No TIR: 0.00
Help Desk James Stearns Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000392209  Cheryl Gustin Application Password Utah Master Directory TIR Missed: No TIR: 0.07
Help Desk Brenda Treadway Natural Resources Low Closed TTR Missed: No  TTR: 0.07
INC000000392258  Jennifer Gregerson Application Error None TIR Missed: No TIR: 0.09
Metro D Desktop Support Dusty Serr Natural Resources Low Closed TTR Missed: No  TTR: 0.77
INC000000392462  Dianne Davis None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 2.06
INC000000392805  Nathan Robinson Print/Copy/Scan/Fax Incident None TIR Missed: No TIR: 0.00
Rural Central Desktop Support Todd Hardy Natural Resources Low Closed TTR Missed: No  TTR: 0.09
INC000000392832  Tamara Prue Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.74
Metro D Desktop Support Lynn McCrary Natural Resources Low Closed TTR Missed: No  TTR: 0.74
INC000000392848  Corey Unger Network Password Novell Client for 32-bit Windows TIR Missed: No TIR: 0.60
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 0.71
INC000000392876 Rose Fedelleck Application Password Novell Client for 32-bit Windows TIR Missed: No TIR: 0.00
Help Desk Vicky Marrelli Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000392954 David Ketron PC/Laptop None None TIR Missed: No TIR: 0.43
Metro D Help Desk Doug Brown Natural Resources Low Closed TTR Missed: No  TTR: 0.43
INC000000392966 Mike McNaughtan Billing None None TIR Missed: Yes TIR: 6.63
Billing Sara Brown Natural Resources Low Closed TTR Missed: Yes TTR: 6.63
INC000000393193  Amelia Bingham Telecom Feature None TIR Missed: No TIR: 0.13
Voice Operations Romanza Hamblin Natural Resources Low Closed TTR Missed: No  TTR: 0.90
INC000000393195  Jamie Harsh Mobile Devices Error None TIR Missed: No TIR: 0.00
Help Desk Vicky Marrelli Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000393354 Ty Hunter None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000393426  Ben Erickson None None None TIR Missed: No TIR: 0.00
Metro D Help Desk Doug Brown Natural Resources Low Closed TTR Missed: No  TTR: 0.00
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INC000000393458  TJ Robertson Application None Novell GroupWise TIR Missed: No TIR: 0.00
Metro D Help Desk Doug Brown Natural Resources Low Closed TTR Missed: No  TTR:
INC000000393539  Angie Van Scoyk PC/Laptop Hardware None TIR Missed: No TIR: 0.00
Rural South Desktop Support Lance Nay Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000393601 Matthew Snider Network Error Novell Client for 32-bit Windows TIR Missed: Yes TIR: 1.63
Metro C Help Desk Reed Stohel Natural Resources Low Closed TTR Missed: No  TTR: 1.63
INC000000393657 Nicole Dennison Network Performance None TIR Missed: No TIR: 0.43
Metro D Hosting Shawn Goble Natural Resources Low Closed TTR Missed: No  TTR: 0.43
INC000000393660  Vicki Leetham Telecom Call/Receive None TIR Missed: No TIR: 0.10
Voice Operations Romanza Hamblin Natural Resources Low Closed TTR Missed: No  TTR: 1.83
INC000000393689  Stephanie Earls Application Error None TIR Missed: No TIR: 0.95
Metro D Desktop Support Dusty Serr Natural Resources Low Closed TTR Missed: Yes TTR: 17.52
INC000000393753 Wade Hovinga PC/Laptop Hardware None TIR Missed: No TIR: 0.51
Rural South Desktop Support Doug Chaston Natural Resources Low Closed TTR Missed: No  TTR: 0.52
INC000000393782  Kim Nay Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk John Robinson Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000393831 Hollie Brown None None None TIR Missed: No TIR: 0.03
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 0.03
INC000000394007 Debbie Stufflebeam Billing None None TIR Missed: No TIR: 0.18
Billing Sara Brown Natural Resources Low Resolved TTR Missed: Yes TTR: 112.78
INC000000394172  Todd Adams None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Dusty Serr Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000394218 Keith Crumpton Application Error M86 TIR Missed: No TIR: 0.28
Security Bart Grant Natural Resources Low Closed TTR Missed: No  TTR: 1.85
INC000000394593 Scott White Application Error Microsoft Windows XP Professic TIR Missed: No TIR: 0.00
Rural Central Desktop Support Rod Montoya Natural Resources Low Closed TTR Missed: No  TTR: 0.1
INC000000394596 Ty Hunter PC/Laptop Hardware None TIR Missed: No TIR: 0.00
Rural Central Desktop Support Rod Montoya Natural Resources Low Closed TTR Missed: No  TTR: 0.07
INC000000394788 Kevin Bunnell Application Reporting Novell GroupWise TIR Missed: Yes TIR: 2.53
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 2.53
INC000000394870  Jason L Jones Print/Copy/Scan/Fax Incident None TIR Missed: Yes TIR: 1.53
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 2.82
INC000000394919  Jan Morse Network Error None TIR Missed: Yes TIR: 1.02
Metro D Desktop Support Paul Gedge Natural Resources Low Resolved TTR Missed: No  TTR: 1.09
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INC000000394934  Pam Martin Application Error None TIR Missed: No TIR: 0.25
Metro D Hosting Andre Musgrow Natural Resources Low Closed TTR Missed: No  TTR: 0.57
INC000000395004  Kody D Jones Network Error None TIR Missed: Yes TIR: 1.29
Rural South Desktop Support Cheri Oldham Natural Resources Low Closed TTR Missed: No  TTR: 1.29
INC000000395099  Richard Giraud PC/Laptop Error Novell Client for 32-bit Windows TIR Missed: Yes TIR: 1.63
Metro D Desktop Support Paul Gedge Natural Resources Low Closed TTR Missed: No  TTR: 3.32
INC000000395111 Robert Ressetar Application None Utah Master Directory TIR Missed: No TIR: 0.00
Help Desk Eileen Dubach Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000395119 Ty Hunter Application Error Internet Explorer TIR Missed: No TIR: 0.00
Rural Central Desktop Support Rod Montoya Natural Resources Low Closed TTR Missed: No  TTR: 0.19
INC000000395126  Matthew Briggs PC/Laptop Hardware None TIR Missed: No TIR: 0.00
Rural Central Desktop Support Rod Montoya Natural Resources Low Closed TTR Missed: No  TTR: 0.09
INC000000395130 Matthew Briggs Application Error Microsoft Windows 7 TIR Missed: No TIR: 0.00
Rural Central Desktop Support Rod Montoya Natural Resources Low Closed TTR Missed: No  TTR: 0.03
INC000000395385 Larry Gray PC/Laptop Hardware None TIR Missed: No TIR: 0.00
Rural Central Desktop Support Rod Montoya Natural Resources Low Closed TTR Missed: No  TTR: 0.04
INC000000395485 Ray Loken PC/Laptop Error Novell GroupWise TIR Missed: No TIR: 0.1
Metro D Desktop Support Lynn McCrary Natural Resources Low Closed TTR Missed: No  TTR: 0.1
INC000000395561 Greg Hansen None None None TIR Missed: No TIR: 0.00
Metro D Help Desk Doug Brown Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000395581 Angie Van Scoyk None None None TIR Missed: Yes TIR: 1.14
Rural South Desktop Support Doug Chaston Natural Resources Low Resolved TTR Missed: No  TTR: 1.22
INC000000395623 Dennis Carver Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk Doug Brown Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000395639  Geoff McNaughton Telecom Feature None TIR Missed: No TIR: 0.18
Voice Operations Lois Schow Natural Resources Low Closed TTR Missed: No  TTR: 0.25
INC000000395657 Mary Tullius Mobile Devices None Droid TIR Missed: No TIR: 0.14
Application Services Dustin Crump Natural Resources High Closed TTR Missed: No  TTR: 2.58
INC000000395727  Greg Hansen None None None TIR Missed: No TIR: 0.00
Metro D Help Desk Jed Patrick Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000395729  Greg Hansen None None None TIR Missed: No TIR: 0.00
Metro D Help Desk Doug Brown Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000395925  Odair De Oliveira Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Help Desk James Stearns Natural Resources Low Closed TTR Missed: No  TTR: 0.00
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INC000000396012 Krissy Wilson Application Error PGP TIR Missed: No TIR: 0.41
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: No  TTR: 2.94
INC000000396016  Rick Wilde Application None None TIR Missed: Yes TIR: 7.1
Rural South Desktop Support Lane Adams Natural Resources Low Closed TTR Missed: Yes TTR: 712
INC000000396185 Gary Peck Network Incident None TIR Missed: No TIR: 0.73
Metro D Hosting Andre Musgrow Natural Resources Medium Closed TTR Missed: Yes TTR: 4.04
INC000000396200 Hugh Hurlow None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 1.42
INC000000396201 Lisa Brown None None None TIR Missed: No TIR: 0.03
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 1.21
INC000000396204 Rebecca Medina None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 1.19
INC000000396262 Kevin Bunnell Application Error Novell GroupWise TIR Missed: No TIR: 0.52
Metro D Desktop Support Paul Gedge Natural Resources Low Closed TTR Missed: Yes TTR: 6.39
INC000000396264 Holly Betteridge None None None TIR Missed: Yes TIR: 1.19
Metro D Hosting Shawn Goble Natural Resources Low Resolved TTR Missed: No  TTR: 1.19
INC000000396281 Bill James Mobile Devices Error BlackBerry Configuration TIR Missed: No TIR: 0.41
Metro D Desktop Support Lynn McCrary Natural Resources Low Closed TTR Missed: No  TTR: 3.04
INC000000396409 Candace Hutchinson PC/Laptop Error Microsoft Windows 7 TIR Missed: No TIR: 0.00
Rural North Desktop Support Robert Stock Natural Resources Low Closed TTR Missed: No  TTR: 1.46
INC000000396410 Randy Wood PC/Laptop Error None TIR Missed: No TIR: 0.00
Rural North Desktop Support Robert Stock Natural Resources Low Closed TTR Missed: No  TTR: 1.48
INC000000396507 Steve Christensen None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000396598 Chad Hill Network Error None TIR Missed: Yes TIR: 3.03
Network Operations Dave Bodily Natural Resources Low Closed TTR Missed: No  TTR: 3.60
INC000000396613 Boyd Phillips Application Password Novell Client for 32-bit Windows TIR Missed: No TIR: 0.00
Help Desk Vicky Marrelli Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000396747  Tyler Burningham None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: Yes TTR: 18.17
INC000000396817  Gavin McGregor None None None TIR Missed: No TIR: 0.48
Application Services Dustin Crump Natural Resources Low Closed TTR Missed: No  TTR: 0.67
INC000000396824  Russell Barrus Network Error Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.78
Metro D Desktop Support Lynn McCrary Natural Resources Low Closed TTR Missed: No  TTR: 0.78
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INC000000396905  Scott White Application Error Microsoft Windows 7 TIR Missed: No TIR: 0.00
Rural Central Desktop Support Rod Montoya Natural Resources Low Closed TTR Missed: No  TTR: 0.08
INC000000397306  Marianne Burbidge None None None TIR Missed: No TIR: 0.32
Metro D Help Desk Jed Patrick Natural Resources Low Closed TTR Missed: No  TTR: 0.32
INC000000397330  Sherri Petersen None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000397339 Thu Vo None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000397347  Alan Clark Application Error Adobe Reader TIR Missed: No TIR: 0.43
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: Yes TTR: 6.35
INC000000397401 Debbie Stufflebeam None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000397475  Val Bachman Application None Novell GroupWise TIR Missed: No TIR: 0.03
Metro D Help Desk Doug Brown Natural Resources Low Closed TTR Missed: No  TTR: 0.1
INC000000397482  Karen Caldwell Print/Copy/Scan/Fax Incident None TIR Missed: No TIR: 0.38
Metro D Desktop Support Paul Gedge Natural Resources Low Closed TTR Missed: No  TTR: 2.21
INC000000397580  Chris Newson PC/Laptop Hardware None TIR Missed: No TIR: 0.00
Rural Central Desktop Support Todd Hardy Natural Resources Low Resolved TTR Missed: No  TTR: 0.82
INC000000397729 Kami Madsen Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Help Desk James Stearns Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000397757  Michael Slater Network Error Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.82
Metro D Desktop Support Lynn McCrary Natural Resources Low Closed TTR Missed: No  TTR: 0.87
INC000000397850  Annette Christensen Application Error Financial Information Network TIR Missed: No TIR: 0.02
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: Yes TTR: 14.15
INC000000397871 Michael Slater Application Error Novell Client for 32-bit Windows TIR Missed: Yes TIR: 2.54
Rural Central Desktop Support Rod Montoya Natural Resources Low Closed TTR Missed: No  TTR: 2.54
INC000000398100 Michael Slater Application Error Droid TIR Missed: No TIR: 0.00
Rural Central Desktop Support Rod Montoya Natural Resources Low Closed TTR Missed: No  TTR: 0.08
INC000000398147 Lisa Brown None None None TIR Missed: No TIR: 0.00
Metro D Help Desk Doug Brown Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000398253  Vicky Clarke Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Help Desk Eileen Dubach Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000398309  John Kingsley Telecom Call Management Telephone TIR Missed: No TIR: 0.20
Voice Operations Romanza Hamblin Natural Resources Low Closed TTR Missed: No  TTR: 0.38
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INC000000398340 Laura Melling None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000398487  Jason Robinson Network None None TIR Missed: No TIR: 0.00
Metro C Help Desk Reed Stohel Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000398637  Chris Haramoto Telecom None None TIR Missed: Yes TIR: 1.20
Voice/Data/WAN Services T Artis Natural Resources Low Resolved TTR Missed: No  TTR: 1.20
INC000000398696  Mike Suflita None None None TIR Missed: No TIR: 0.00
Metro D Help Desk Doug Brown Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000398861 Nora Healey Application Password State Payroll Time Entry Systen TIR Missed: No  TIR: 0.00
Metro B Help Desk Val Shepherd Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000399033  Tim Smith Application Error Internet Explorer TIR Missed: No TIR: 0.00
Help Desk Vicky Marrelli Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000399040 Connie Garcia Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Help Desk James Stearns Natural Resources Low Closed TTR Missed: No  TTR: 0.09
INC000000399173 Natalie Harmon Network Password Novell Client for 32-bit Windows TIR Missed: No TIR: 0.00
Metro D Help Desk Doug Brown Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000399316 Morgan Williams Gascard Card None TIR Missed: No TIR: 0.00
Help Desk Eileen Dubach Natural Resources Low Closed TTR Missed: No  TTR: 0.26
INC000000399339  Julie Carter Application Password Novell Client for 32-bit Windows TIR Missed: No TIR: 0.90
Metro D Desktop Support Dusty Serr Natural Resources Low Closed TTR Missed: No  TTR: 1.34
INC000000399356  Hal Stout Application Error Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Help Desk Vicky Marrelli Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000399366 Hal Stout Print/Copy/Scan/Fax None None TIR Missed: Yes TIR: 1.58
Rural South Desktop Support Doug Chaston Natural Resources Low Resolved TTR Missed: No  TTR: 1.58
INC000000399554  Steve Schneider PC/Laptop Error None TIR Missed: No TIR: 0.71
Metro D Desktop Support Dusty Serr Natural Resources Low Closed TTR Missed: No  TTR: 2.67
INC000000399652 Stephen Hansen Network Performance None TIR Missed: No TIR: 0.38
Metro D Hosting Danny Simmons Natural Resources Low Resolved TTR Missed: No  TTR: 1.75
INC000000399842 Holly Betteridge PC/Laptop Error None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Medium Resolved TTR Missed: No  TTR: 1.74
INC000000399860  Carol Daniels PC/Laptop Error None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: No  TTR: 1.72
INC000000399965  Julie Lovato Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk Doug Brown Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
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INC000000399993  Julie Lovato None None None TIR Missed: No TIR: 0.00
Metro D Help Desk Doug Brown Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000400016  Blake Bingham Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk Jed Patrick Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000400123 Paula Dupin-Zahn Application Reporting Data Warehouse TIR Missed: No TIR: 0.88
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: No  TTR: 3.18
INC000000400176  Tom Munson Application Error Adobe Reader TIR Missed: No TIR: 0.42
Metro D Desktop Support Dusty Serr Natural Resources Low Resolved TTR Missed: No  TTR: 1.51
INC000000400465 Pam Martin Application Reporting None TIR Missed: Yes TIR: 1.35
Metro D Hosting Danny Simmons Natural Resources Low Resolved TTR Missed: No  TTR: 1.35
INC000000400564  Gary Cook None None None TIR Missed: No TIR: 0.06
Metro D Desktop Support Dusty Serr Natural Resources Low Resolved TTR Missed: No  TTR: 0.27
INC000000400570  Mike Hanson None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Dusty Serr Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000401084  Lucia Malin Telecom Coverage Path Telephone TIR Missed: No  TIR: 0.1
Voice Operations Romanza Hamblin Natural Resources Low Resolved TTR Missed: No  TTR: 0.31
INC000000401205  Jenny Zickgraf Application Reporting Sybase Adaptive Server Anywhe TIR Missed: No  TIR: 0.00
Rural Central Desktop Support Rod Montoya Natural Resources Low Resolved TTR Missed: No  TTR: 0.08
INC000000401207 Ronald Nielsen Application Reporting Sybase Open Client TIR Missed: No TIR: 0.00
Rural Central Desktop Support Rod Montoya Natural Resources Low Resolved TTR Missed: No  TTR: 0.05
INC000000401543 Karen Kendall None None None TIR Missed: No TIR: 0.00
Rural South Desktop Support Doug Thornton Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000401596  Odair De Oliveira Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Help Desk Brenda Treadway Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000401613 Holly Betteridge Network Error None TIR Missed: No TIR: 0.52
Metro D Desktop Support Dusty Serr Natural Resources Low Resolved TTR Missed: Yes TTR: 6.00
INC000000401618  Colleen Anderson Application Reporting None TIR Missed: No TIR: 0.46
Metro D Desktop Support Dusty Serr Natural Resources Low Resolved TTR Missed: No  TTR: 3.52
INC000000401657  John Rogers Telecom Voice Mail Telephone TIR Missed: No TIR: 0.10
Voice Operations Romanza Hamblin Natural Resources Low Resolved TTR Missed: No  TTR: 0.30
INC000000401829  Annette Christensen Application Error State Payroll Time Entry Systen TIR Missed: No  TIR: 0.55
Metro D Help Desk Doug Brown Natural Resources Low Resolved TTR Missed: No TTR: 0.55
INC000000401840  Joshua Carver PC/Laptop Performance None TIR Missed: Yes TIR: 1.99
Rural South Desktop Support Ryan Bennett Natural Resources Low Resolved TTR Missed: No  TTR: 1.99
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INC000000401901 Tom Munson Application Error None TIR Missed: Yes TIR: 1.93
Help Desk James Stearns Natural Resources Low Resolved TTR Missed: No  TTR: 1.93
INC000000401990  Annette Christensen None None None TIR Missed: Yes TIR: 1.07
Metro D Desktop Support Dusty Serr Natural Resources Low Resolved TTR Missed: No  TTR: 1.53
INC000000402266  Gregg Beukelman None None None TIR Missed: No TIR: 0.90
Metro D Desktop Support Lynn McCrary Natural Resources Low Resolved TTR Missed: No  TTR: 0.90
INC000000402286  Greg E Williams Network Error None TIR Missed: No TIR: 0.93
Metro D Desktop Support Lynn McCrary Natural Resources Low Resolved TTR Missed: No  TTR: 0.93
INC000000402332 Mike Lowe Network Error None TIR Missed: No TIR: 0.00
Metro D Desktop Support Lynn McCrary Natural Resources Low Resolved TTR Missed: No  TTR: 0.03
INC000000402485 Michelle Richens Application None Novell GroupWise TIR Missed: No TIR: 0.00
Metro D Help Desk Doug Brown Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000402504 Ron Trogstad Application Password State Payroll Time Entry Systerr TIR Missed: No  TIR: 0.00
Help Desk Brenda Treadway Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000402521 Dave Hillier Application Error M86 TIR Missed: Yes TIR: 1.36
Security Bart Grant Natural Resources Low Resolved TTR Missed: No  TTR: 219
INC000000402795 Kathi Galusha None None None TIR Missed: No  TIR: 0.00
Metro D Desktop Support Lynn McCrary Natural Resources Low Resolved TTR Missed: No  TTR: 0.13
INC000000402914  Jennifer Biggs None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000402950 Randy Thackeray Application Reporting None TIR Missed: No TIR: 0.00
Metro D Help Desk Doug Brown Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000402953 Wayne Western PC/Laptop Hardware None TIR Missed: No TIR: 0.25
Metro D Desktop Support Dusty Serr Natural Resources Low Resolved TTR Missed: Yes TTR: 6.12
INC000000402999 Rhianna Christopher None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000403015  Jack Sixkiller Application None Novell GroupWise TIR Missed: No TIR: 0.00
Metro D Help Desk Doug Brown Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000403130  Scott Madsen Telecom Voice Mail Telephone TIR Missed: No TIR: 0.18
Voice Operations Romanza Hamblin Natural Resources Low Resolved TTR Missed: No  TTR: 0.77
INC000000403290  Stephanie Gerrard Network Error Novell Client for 32-bit Windows TIR Missed: Yes TIR: 1.15
Metro D Help Desk Doug Brown Natural Resources Low Resolved TTR Missed: No TTR: 1.15
INC000000403315  Brad Chandler Network None None TIR Missed: No TIR: 0.00
Metro C Desktop Support Troy Buchanan Natural Resources Low Resolved TTR Missed: No  TTR: 0.67
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INC000000403388 Hollie Brown None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Dusty Serr Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000403414  Jodie Anderson None None None TIR Missed: No TIR: 0.00
Rural North Desktop Support Steven Haderlie Natural Resources Low Resolved TTR Missed: No  TTR: 0.21
INC000000403483  Jennifer Biggs Application Error State Payroll Time Entry Systen TIR Missed: No  TIR: 0.00
Metro D Help Desk John Robinson Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000403693 Michael Abbott Application Password Utah Master Directory TIR Missed: No TIR: 0.00
Help Desk Brenda Treadway Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000403706  Sandy Olney None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: Yes TTR: 14.28
INC000000403744  Giani Julander None None None TIR Missed: No TIR: 0.00
Rural South Desktop Support Doug Thornton Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000403752 Wayne Gustaveson Application Error Adobe Acrobat TIR Missed: No TIR: 0.00
Rural South Desktop Support Doug Chaston Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000403792  Phil Gray None None None TIR Missed: No TIR: 0.00
Rural North Desktop Support Lori Hartzell Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000403797  Tony White Mobile Devices Error Droid TIR Missed: No TIR: 0.30
Application Services Dustin Crump Natural Resources Low Resolved TTR Missed: No  TTR: 0.30
INC000000403811 Richard Giraud Network Error Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Help Desk Vicky Marrelli Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000403827 Robert Fitts Network Password Novell Client for 32-bit Windows TIR Missed: No TIR: 0.00
Metro D Help Desk Doug Brown Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000403908 Candalyn Paxton Network Performance None TIR Missed: No TIR: 0.1
Rural South Desktop Support Lance Nay Natural Resources Medium Resolved TTR Missed: No  TTR: 1.32
INC000000403943  Jeff Rasmussen Application Error Novell GroupWise TIR Missed: No TIR: 0.02
Metro D Desktop Support Paul Gedge Natural Resources Low Resolved TTR Missed: No  TTR: 0.02
INC000000403998  Craig Miller Storage None None TIR Missed: No TIR: 0.73
Metro D Hosting Randy Taylor Natural Resources Low Resolved TTR Missed: No  TTR: 0.96
INC000000404011 Wendy Christensen None None None TIR Missed: No TIR: 0.00
Rural North Desktop Support Lori Hartzell Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000404115 Kathy Donnell Application Error None TIR Missed: No TIR: 0.00
Rural Central Desktop Support Todd Hardy Natural Resources Low Resolved TTR Missed: No  TTR: 1.10
INC000000404147  Richard Giraud None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
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INC000000404224 Marni Lee None None None TIR Missed: No TIR: 0.00
Rural North Desktop Support Steven Haderlie Natural Resources Low Resolved TTR Missed: No  TTR: 0.08
INC000000404282  Spencer Rollo None None None TIR Missed: No TIR: 0.00
Metro D Help Desk Jed Patrick Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000404287  Laurie Stickler Application None Novell GroupWise TIR Missed: No TIR: 0.00
Metro D Help Desk Doug Brown Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000404387 Larry Gray Mobile Devices Error None TIR Missed: No TIR: 0.32
Application Services Danielle Hood Natural Resources Low Resolved TTR Missed: No  TTR: 2.04
INC000000404420 Michael Abbott Application Password Utah Master Directory TIR Missed: No TIR: 0.00
Help Desk Vicky Marrelli Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000404611 Dianne Davis None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Lynn McCrary Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000404839  Chris Quatrale Mobile Devices None iPhone TIR Missed: No TIR: 0.00
Help Desk Brenda Treadway Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000404875  Stacey Jones None None None TIR Missed: No TIR: 0.00
Help Desk Brenda Treadway Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000404943 Natalie Brewster-Wilson Telecom Hardware Telephone TIR Missed: No TIR: 0.45
Voice Operations Romanza Hamblin Natural Resources Low Resolved TTR Missed: No  TTR: 0.71
INC0000004049438 Tanna Fullenkamp None None None TIR Missed: No TIR: 0.26
Metro D Desktop Support Dusty Serr Natural Resources Low Resolved TTR Missed: No  TTR: 1.03
INC000000405114 Carol Daniels PC/Laptop Hardware None TIR Missed: No TIR: 0.14
Metro D Desktop Support Dusty Serr Natural Resources Low Resolved TTR Missed: No  TTR: 1.83
INC000000405133 Stephanie Gerrard Network Error Novell Client for 32-bit Windows TIR Missed: No TIR: 0.47
Rural South Desktop Support Lane Adams Natural Resources Low Resolved TTR Missed: No  TTR: 0.47
INC000000405283 Colleen Keyes PC/Laptop Error None TIR Missed: Yes TIR: 1.05
Metro D Desktop Support Paul Gedge Natural Resources Low Resolved TTR Missed: Yes TTR: 14.12
INC000000405285  Colleen Keyes Telecom Voice Mail Telephone TIR Missed: No TIR: 0.31
Voice Operations Leon Owen Natural Resources Low Resolved TTR Missed: No  TTR: 0.31
INC000000405581 Scott Davis PC/Laptop Password None TIR Missed: No TIR: 0.89
Rural North Desktop Support Lori Hartzell Natural Resources Low Resolved TTR Missed: No  TTR: 5.66
INC000000405641 Danny Summers Mobile Devices Error BlackBerry Configuration TIR Missed: Yes TIR: 1.79
Application Services Danielle Hood Natural Resources Low Resolved TTR Missed: No  TTR: 2.57
INC000000405704  Annette Christensen Application Error State Payroll Time Entry Systerr TIR Missed: No  TIR: 0.00
Metro D Desktop Support Lynn McCrary Natural Resources Low Resolved TTR Missed: No  TTR: 0.03
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INC000000405791 Mike McNaughtan Application Error None TIR Missed: No TIR: 0.00
Rural Central Desktop Support Todd Hardy Natural Resources Low Resolved TTR Missed: No  TTR: 1.21
INC000000405920  Matthew Briggs Application Error Internet Explorer TIR Missed: No TIR: 0.00
Rural Central Desktop Support Rod Montoya Natural Resources Low Resolved TTR Missed: No  TTR: 0.05
INC000000405929  Julie Carter None None None TIR Missed: No TIR: 0.96
Application Services Martin Gonzalez Natural Resources Low Resolved TTR Missed: No  TTR: 2.35
INC000000405984  Bill James Application None None TIR Missed: Yes TIR: 1.61
Metro D Desktop Support Dusty Serr Natural Resources Low Resolved  TTR Missed: Yes TTR: 20.11
INC000000406246  Randall Thacker Network Error Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Rural Central Desktop Support Jay Barfuss Natural Resources Low Resolved TTR Missed: No  TTR:
INC000000406250  Justin Shannon Mobile Devices None None TIR Missed: No TIR: 0.00
Help Desk Vicky Marrelli Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000406267  Justin Shannon Mobile Devices None None TIR Missed: No  TIR: 0.00
Application Services Dustin Crump Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000406320 Jo Ogea None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Lynn McCrary Natural Resources Low Resolved TTR Missed: No  TTR: 0.78
INC000000406322  Carol Daniels None None None TIR Missed: No  TIR: 0.00
Metro D Desktop Support Lynn McCrary Natural Resources Low Resolved TTR Missed: No  TTR: 0.80
INC000000406691 Justin Shannon Mobile Devices Error None TIR Missed: No TIR: 0.02
Application Services Dustin Crump Natural Resources Low Resolved TTR Missed: No  TTR: 0.40
INC000000406812  Jodi Becker Application Password Utah Master Directory TIR Missed: No TIR: 0.13
Help Desk Vicky Marrelli Natural Resources Low Resolved TTR Missed: No  TTR: 0.15
INC000000406869 Tom Cox PC/Laptop Hardware None TIR Missed: No TIR: 0.28
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: No  TTR: 2.10
INC000000406878  Steve Demczak Network Incident Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk John Robinson Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000406921 Linda Braithwaite Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk Doug Brown Natural Resources Low Resolved TTR Missed: No TTR: 0.00
INC000000407022  Jodi Becker Application Password Utah Master Directory TIR Missed: No TIR: 0.25
Help Desk Brenda Treadway Natural Resources Low Resolved TTR Missed: No  TTR: 0.25
INC000000407107  Justin Crouch None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000407124  Raymond Oldham Application Error Utah Master Directory TIR Missed: No TIR: 0.00
Help Desk James Stearns Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
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INC000000407208 Mark Martinez Application Error Novell GroupWise TIR Missed: No TIR: 0.51
Metro D Desktop Support Dusty Serr Natural Resources Low Resolved TTR Missed: No  TTR: 1.26
INC000000407353  Marcia Keddy Application Error Sybase Open Client TIR Missed: No TIR: 0.00
Rural Central Desktop Support Jay Barfuss Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
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